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List of statuses

Paid 
Open Investigation 

Resend 

Paid Partial Info 
Pending 

Investigation  
Supervisor Review  

Refund Pending 
Refund Approved  

Store Credit Pending  
Store Credit  

On Hold

Refunded 
Cancelled 

Quote  
UPDATED 
Delivered 

Confirmed 
In packaging / In transit

CS Manager statusProduction status Order status



Paid Partial Info

Status “paid partial info” means that the item was 
selected, as well as the delivery date and delivery 
postal code. We still need to add an occasion, full 

recipient info and card message. If customer 
does not complete the order at the first onset, we 
send him a link. If details are provided, the order 

goes to “Paid”. 

“Paid” appears after the status “paid partial info”. 
Usually it appears automatically after you or 
customer completes the order. That status 

means that order has been placed, all the info 
was entered and saved, and it is to be 

“Confirmed” by production/warehouse.

First status of a new order



Paid
Order is ready for production to be confirmed & delivered. Rules:

 If you take from "Paid" - order will not be sent out. Please think twice before you change "Paid" to any other status. 

When customer would like to add/purchase something else or replace bouquet or gift basket to any other and cost of 
production is more than customer paid, you can leave a note about it under "Pending" with "Include this comment". IF 

THE DELIVERY DATE IS TODAY please also send a message to the supervisor. 



Pending

Payment of a new order. Means that for unknown 
reason credit card of customer wasn’t charged 

(was declined) and money haven’t been taken. If 
visa continiues do be declined, plas ask for a 

proper billing info. 

When we require any additional charge from a 
customer, it may be re-delivery fee $14.99. 

If customer would like to add any extra product 
to the order or switch delivery time frame and 
you have time to make this change please take 
SKU number of the product and take full credit 

card details from a customer 

Need to charge client’s card



Confirmed 
Status "Confirmed" can be used by production only. 

When you see order under status "Confirmed", it means that order has been received and confirmed by the florist and 
printed, order is getting prepared and courier assigned for delivery. Once it is printed off, they will no longer look at the 

details of the order.  

Once order is under "Confirmed", you can change it to any other status you need to - depending on the situation and what 
your customer is requesting.

If any changes are requested, order must be put in "Open Investigation" to request the change from the florist.   



What you can put to OI: 

Ask warehouse delivery details for local address. 
Inform florist about changes applied to the order. Once order is “Confirmed” and you want to change something on the order 

file, you must inform florist about this changes. Card message, instructions, address for delivery, product 
Ask florist what was sent if customer claims missing item. 

You can put to “Open Investigation” and ask minor questions such as when order will be sent/re-sent, do they have in stock 
requested items and etc. 

Open investigation 



Investigation 
Supervisor review

What you can put in “Investigation”: 

 hard and doubtful issues that you cannot resolve.  
When customer does not agree with our terms, options offered and will threaten with legal actions. There can be 

cases of hard customers and those are better to be handled by manager. 
You can ask a manger to send a personal email for customer. 

Issue with delivery done through Purolator/FedEx. 
The status supervisor review can be put only by a manager for an incoming call.  



In transit, delivered, packaging
On route

“In transit” means the order is on route with a courier 

“Delivered” means the order was left in a safe place or handed to the recipient or someone who accepted it. When you see a delivery update not from 
the driver, but from the Cron Bot – this is false information (blame a system glitch) 

“Production\Packaging\In packaging” means the warehouse prepares the order to be sent out with an overnight courier.



“On hold” means the customer will receive our options again, both by phone and by email. 

“Minor substitution \  Order completed with substitution” is used to leave a note that an item was changed. 

Statuses “Quote” and “Corporate” are used only by corporate managers. Their contact information is 
corporate@bloomex.ca



Resend
When we can use it: 

• If customer claims bad quality or wrong product, we have pictures of what was received and are able to confirm damage/dissimilarity to 
the product.  

• Order is not received as no one was there to accept it.  

• Order was lost or stolen. 

• If customer is not happy with Teleflora order and agrees with resend, you should put to «Paid» and choose nearest production. 



Store credit pending 
Store credit

If customer agrees with store credit, please put “Store credit pending” and match only “Include this comment”.  

After a manager will review this case and store credit will be issued, we can proceed with it. Please just notify 
the reason of store credit, for example, late delivery or bad product so we can know how much we can issue. 

Managers put the amount of store credit on the status “Store credit”. Then, the discount is issued, instructions 
are sent and the order goes to “Updated”.



Refund Pending 
Refund Approved

Refund means that order amount should be refunded in full or partially and should be approved 
my manager. You can put to «Refund Pending» with a reason and explanation what needs to be 
refunded.  Before promising customer refund, make sure that it was actually paid for.  

When the manager proves the amount of future refund the order goes to “refund approved”, the 
actual refund takes place under the status “refunded” and the transaction number is sent by email.



• When customer/recipient via Live Chat/
email claims bad quality of product you 
can leave a comment in order history 
about it under "Updated" and "Leave this 
comment" so we can know for future that 
customer or recipient contacted us and it 
won't be late complaint. 

• When customer contacted us via Live 
Chat about any issue and you offered our 
options, but customer left Chat without 
any straight answer how they to proceed. 

• When you see that current status is 
"Updated" and customer provided via Live 
Chat/email non-important comment about 
delivery/our company/situation with the 
order. 

• No one checks that status.

Updated


